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MOTTO 
 
‘’If its important to you, 
you will find a way, if its 
not you will find excuse’’ 
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ABSTRACT 
 
This study aims to determine the effect of Service Quality and Customer 
Satisfaction on Bank Syariah Mandiri Customer loyalty in Surabaya. This 
research is descriptive, a large sample in this study consisted of 100 respondents 
from Bank Syariah Mandiri. Sampling is done through purposive sampling. Data 
collection is done by distributing questionnaires. This research was conducted 
using WarpPLS 6.0. Service quality has a non-significant effect such as Customer 
Loyalty. Service quality has a significant effect on Customer Satisfaction. 
Customer Satisfaction has a significant influence on Customer Loyalty. 
 
Keyword: Service Quality, Customer Satisfaction, Customer Loyalty 
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ABSTRAK 
Penelitian ini bertujuan untuk mengetahui pengaruh Kualitas Layanan dan 
Kepuasan Nasabah terhadap loyalitas Nasabah Bank Syariah Mandiri di Surabaya. 
Penelitian ini bersifat deskriptif, sampel dalam penelitian ini sebanyak 100 
responden Bank Syariah Mandiri. Pengambilan sampel dilakukan melalui 
purposive sampling. Pengumpulan data dilakukan dengan menyebarkan 
kuesioner. Penelitian ini dilakukan dengan menggunakan WarpPLS 6.0. Hasil 
penelitian ini menunjukkan Kualitas Layanan memiliki pengaruh yang tidak 
signifikan seperti Loyalitas Nasabah. Kualitas layanan berpengaruh signifikan 
terhadap Kepuasan Nasabah . Kepuasan Nasabah memiliki pengaruh yang 
signifikan terhadap Loyalitas Nasabah. 
 
Kata kunci: Kualitas Layanan, Kepuasan Nasabah, Loyalitas Nasabah 
 
 
 
 
 
